




Inside The Insider

Norm’s Notes

 “It’s what we do. We’re a big, 
diverse family of tennis players, swimmers, 
runners, CrossFitters, cannonballers, stair-
master-ers, weekend warriors, big kids, 
little kids and kids who never grew up. We 
love to run, jump, serve, swim, splash, sweat, 
lap, lunge, squat, compete and do pretty 
much any other verb you can associate 
with  tness. We believe that  tness and 
fun not only can co-exist, but that they are 
soul mates that should never be apart. It’s 
why this club exists. And it’s why we come 
to work. It’s why more than ever we’re 
committed to helping you, our members, 
play often, play hard and Play On.”

Little Rock, Arkansas
CEO

(See LRAC Page10)

(See Denise Johnson Page 6)



love in touch YOU!
SHARE

blessed 

The Association of Quality 
Clubs 

“We are reaching out to all corners of 
the industry to garner support with the 
hopes that this #PassPHIT message will 
reach tens of thousands of people across 
multiple social media platforms,” 

exact 
description

“She su  ered 
a severe epistaxis event (streaming 
unstoppable bloody nose), accompanied 
by several extreme hypertensive crises 
(spiking blood pressures, into the ‘stroke’ 
range) over the course of four days... 
followed by corrective nasal surgery 
on Tuesday, May 9th. Next steps will be 
meetings with her Primary Care physician 
and a May 23rd appointment with a 
cardiac specialist.”

Thank You to Our Contributing AuthorsAbout Club Insider

educational guide to assist you when 
you consult your own attorney for
speci  c direction

(See Norm’s Notes Page 7)





when 
sta   have purpose feel valued

 Sometimes real superheroes live 
in the heart of small children  ghting big 
battles. 

Zein’s Mother

“We were in constant search of normal 
activities that would help him be a kid, 
while catering to his medical needs and not 
being too exhausting for him, something 
that would help him enjoy life but not 
stress him out due to his recovery and all 
the treatments he has been going through. 
That being said, we stumbled across The 
Claremont Club in the most unexpected 
way ever! We walked in to check out 
their summer camp only to  nd out that 
they have a full program speci  cally for 
pediatric cancer patients. Exactly what we 
were looking for!
 The Claremont Club is a state-
of-art facility for overall wellness and 
healthy living; it met and exceeded all our 
expectations. Not just that Zein found a 
healthy and active way to get his childhood 
back, but so did our whole family with 

and through him. His sister, Malak, loved 
being there and enjoyed all the activities 
and camps, and my husband and I found an 
avenue to restore our health again, getting 
back to being  t and working out regularly. 
The place alone is so serene and beautiful 
that it became our safe zone for the kids 
and a happy place to be. We enjoy our 
weekly family tradition of coming twice a 
week and working out; not just that, but 
we enjoy more classes during the week 
as well. We can’t speak highly enough of 
The Claremont Club. We try to spread the 
word to all the cancer families we know, 
stressing on how important and vital it is 
to maintain a healthy lifestyle in one of 
the toughest battles of our life against a 
disease like cancer.”

Zein’s Father

“Zein’s grip has improved quite noticeably 
due to several OT and PT exercises, as well 
as Racquetball, Tennis and other activities 
played at The Claremont Club. Zein and 
I always practice handshakes and have 
seen a gradual increase of strength and 
precision that makes him feel con  dent 
and happy. I always tell him that a  rm 
handshake can tell a lot about a person.”

(Denise has worked for The Claremont Club 
as the Wellness Director since 1998. She 
holds her Masters Degree in Exercise 
Science and is certi  ed by ACSM, NSCA, 
AFAA, TRX, Power Plate and Ropes. She 
has created, implemented and directs the 
club’s Living Well after Cancer, Pediatric 
Cancer Programs, Support Groups and 
Project Walk Claremont. These special 
programs are the core of the club and her 
biggest accomplishments.  Assisting those 
who are disabled to see their true potential 
and reach goals they never thought 
possible through programs her team has 
developed. Denise can be reached at

)
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(See Norm’s Notes Page 8)



what we are doing here can  at out change 
your life if you will read, examine and 
study the wisdom of our great Contributing 
Authors

Good lessons
good lessons

simple, yet brilliant thought

not paying attention  

 

an all-time record for one 
edition!

General Manager

source unknown

you are not a

full bene  ts 

don’t delay! 
or

or

Norm Cates, Jr. is a 40+ year veteran of 
the health, racquet and sportsclub industry. 
Cates is the Founder and Publisher of 

, now in its 24th year of publication. 
Cates was IHRSA’s First President, and a 
Co-Founder with Rick Caro and  ve others, 
in 1981. In 2001, IHRSA honored Cates with 
its DALE DIBBLE Distinguished Service 
Award, one of its highest honors. Cates may be 
reached by phone at or email at

)





WEAR US OUT. 

“The master in the art of living makes little 
distinction between his work and his play, 
his labor and his leisure, his mind and his 
body, his information and his recreation, 
his love and his religion. He hardly knows 
which is which. He simply pursues his 
vision of excellence at whatever he does, 
leaving others to decide whether he is 
working or playing. To him he’s always 
doing both.”

Time Magazine The Wall 
Street Journal

60 Minutes, Shark 
Tank CBS Sunday Morning

(See LRAC Page 12)





platform for the 
life well-lived

The Athletic Clubs

(See LRAC Page 14)





LRAC All Access (AA)
LRAC AA

LRAC AA
LRAC AA

Play On

Play On

(See LRAC Page 16)





25 Days for $25

LRAC General Manager
CFO
Fitness Director
Communications Director

IT Director
LRAC Assistant Manager

LRRC General Manager
NLRAC General Manager

(See LRAC Page 17)



is

Play On!

(Justin Cates is the Assistant Publisher of
and grew up in the health 

and  tness club industry. Justin was born 
into a club business family in 1985, and 
from the age of eight, he spent his non-
school and sports hours in a home that 
doubled as  Headquarters. 
He has lived and breathed this industry 
for 32 years, since his own day one. Cates 
graduated from the Terry College of 

Business at The University of Georgia in 
2007 and then went on to two years at The 
Art Institute of Atlanta, where he studied 
Interactive Media Design. Now, he is an 
integral part of the “Story” of Norm Cates 
and Justin can be reached 
by phone at  or email at 

)



is di  erent

really 

(Jim Thomas is the Founder and President 
of Fitness Management USA Inc., a 
management consulting, turnaround and 

brokerage  rm specializing in the  tness 
and health club industry. With more than 25 
years of experience owning, operating and 
managing clubs of all sizes, Thomas lectures 
and delivers seminars, webinars and 
workshops across the globe on the practical 
skills required to successfully to overcome 
obscurity, improve sales, build teamwork 
and market  tness programs and products. 
Visit his website at 
or )

Retail $395/Discounted Rate 
of $197.50

(See UGA Study Page 19)





GOLD

Yes, this is he.

I’m  ne, how can I help you?

No, I just got so busy with work 
and the kids that I didn’t start.

Yes.

No.

(Casey Conrad is a long-time sales and 
marketing consultant in the  tness industry. 
She is the author of Selling Fitness, Selling 
Personal Training, Internet Marketing for 
Health & Fitness Facilities, The Business 
of Yoga, and her most recent book, Hidden 
Pro  ts; the real truth about making money in 
the  tness industry. Casey can be reached at 

)



currently 

Do you check?

sure

Easy

IDEA Health 
and Fitness

FitnessConnect

easy

Certi  cation Director

not

learn an even 
harder lesson Don’t risk your reputation

your business

there’s no reason not to be doing 
it

easily

(Angie Pattengale has been with the 
National Federation of Professional 
Trainers, NFPT, since 1994. Currently, 
she serves in the capacity of Certi  cation 
Director. Angie received her professional 
degree from Purdue University’s Krannert 
School of Management in 2002, and she 
now oversees the coordination of NFPT’s 
certi  cation-related activities. Angie 
manages the e  orts of those working 
to assure legal defensibility of test 
development and delivery. She maintains 
and promotes the NFPT Certi  cation 
mission as it relates to health, public safety, 
industry authority and related functions for 
accreditation and best practice standards. 
Angie also serves the NFPT organization 
and its members by maintaining accessible 
certi  cation processes and recerti  cation 
requirements. She strives to promote NFPT 
certi  ed trainers for their skills, their hard 
work and dedication to their profession.)



we walk our talk
talk our talk

two circles

Existing
Stated Cultures

that is not always reality.

why 

cultural incongruence

“stated” culture of the organization
“existing” culture of the organization

 

 

 

 

 
two large circles

 

 a variety

What are they seeing with all the
di  erent drawings

What are speci  c examples of when there is 
high congruency

What are speci  c examples of when there is 
low congurency

What can we do to create more congruency

(Karen Woodard-Chavez is President of 
Premium Performance Training in Boulder, 
Colorado and Ixtapa, Mexico. Karen has 
owned and operated clubs since 1985 and 
now consults and trains sta   throughout 
the world on sales, service, management 
and leadership. These services are o  ered 
on-site, online and through her books, 
manuals and DVDs. Karen can be reached 
at  or

.)

h.D., CEO & 
CSO of the ALS Therapy Development
Institute (ALS TDI)

(See ALS Treatment Page 23)



cease and desist letter

(Paul Bedard, Esquire has nearly 20 years 
of experience in the health and  tness 
industry. As a practicing attorney, Paul’s 
health and  tness industry operations 
experience provides him with a unique 
perspective when advising on or litigating 
matters involving health club contracts, 
policies, disputes or injuries. Paul strives 
to be active in his local community and has 
served on the Southington Zoning Board 
of Appeals and the Board of the Central 
Connecticut Regional Planning Agency. 
He also volunteers his time and fundraises 
for various local charities.  Paul can be 
reached at )



The customer experience is the 
next competitive battleground.”

You’ve 
got to start with the customer experience 
and work back toward the technology, not 
the other way around.”

“People do not buy 
goods and services. They buy relations, 
stories and magic

“the joy of building 
and the pride of creation.”

(See ClubIntel Page 25)



“Sometimes you will never know the value 
of a moment until it becomes a memory.”

For more information on developing a 
customized Customer Experience Map for your 
club or studio, visit our website at 

Steve Tharrett and Mark Williamson 
are veteran club business executives and 
Co-Founders of ClubIntel, a consulting  rm 
serving the industry worldwide. Steve can be 
reached at  and Mark 
can be reached at )



“The velocity of our growth 
in the  tness industry has been nothing 
short of amazing,”
Co-Founder of Instinctive Insights

“We are extremely fortunate to have 
a great roster of club clients who are 
telling other owners, executives and 
marketing professionals about their results 
leveraging our high-tech, unique approach 
to direct-engagement marketing. Our 
growth is as much about their constant 
evangelism as it is the measurable ROI the
campaigns produce.”

“We were pleased when our 
market study came back with what we 
intuitively knew to be true. Then, Jeramy 
Fishel asked, ‘Do you want to do it 
smarter?’ After explaining our opportunity 
for granular marketing, for the same or 
possibly less than what we were currently 
spending, heck yes, we were in. Above all, 
we liked Instinctive Insights’ willingness 
to educate us on the process and emphasis 
on accurate match backs. We’ve since seen 
great client and process management tools 
and timelines. From a design standpoint, 
their creative team nailed our brand and 
related graphics on the  rst try. Bottom 
line, at Instinctive Insights, marketing guru 
and data geek make it splendidly easy for 

‘dummies.’” CEO 
of Little Rock Athletic Club.

Subscribe to CLUB INSIDER



Partnership for Inclusive Health

“As IHRSA and the IHRSA Foundation 
work with health clubs to provide 
programming and services to people living 

with disability, we are honored to work 
alongside our Global UFIT partners led 
by the UNESCO Chair in Inclusive Fitness 
and now our Partnership for Inclusive 
Health partners to achieve a common 
goal of helping people of all abilities 
live longer, healthier and more active 
lives.” VP of Health 
Promotion and Health Policy, IHRSA and
IHRSA Foundation

“The American Heart Association is 
committed to ensuring that all people 
have access to safe places to be physically 
active regardless of ability. We work across 
coalitions and communities to advocate 
for inclusive policies. Our sta   are trained 
to develop accessible programs and 
education for health and wellbeing. In 
everything we do, we strive to meet people 
where they are, and we are pleased to 
join the Partnership for Inclusive Health 
to increase our own ability to deliver on 
our commitment.” CEO, 
American Heart Association



Focused 
Ultrasound Foundation Chairman

acac 

Owner

The Tumor

Parker

“Aging in 
America Survey,”

President and CEO of Parker

.

98-year-old master 
yoga instructor and bestselling author
Dancing Light: The Spiritual Side of Being 
through the Eyes of a Modern Yoga Master.

Ideon

make aging part of life.”

 Parker’s “Aging in America” 
survey was conducted from March 23-
26, 2017 using ORC International’s 
Telephone CARAVAN omnibus using two 
probability samples: randomly selected 
landline telephone numbers and randomly 
selected mobile (cell) telephone numbers. 
The combined sample consists of 1,018 
adults (18 years old and older) living in 
the continental United States. Of the 1,018 
interviews, 518 were from the landline 
sample and 500 from the cell phone sample. 
The margin of error for the sample of 1,018 
is +/- 3.07% at the 95% con  dence level.





Advertising Directory

founded to serve an industry I truly love, I 
could become a intriguing amazing

our  rst eight years of publication.

hundreds hundreds

 

Norm Cates, Jr.
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